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■wr. *r. 305 - 2 / 200 S (s^aiheif) HRcfm 

arftrf^R, 1997 EfRT 11 ^ vRSRT (l) <£ (<ft) <£ (l) 3?R (V) <?> WT 

t #cT EJRT 36 cf? 3RFfa m?l ITteqf «f5LSRft*T ?RcT fl? ’TRcfUl <£Wft|K f^RURcp 
(£13) ^cl^KI PlHfciRsId f Wm IRTcTT t : 

ct®tt #r 

i. i) w M*m m ' srm wfjT mr qfwrzw Zcffofr &mrt 
rft rft %mw faftm, 2005 (2005 11 )* #»tt (*tft 

ftf w& f^Fr itm vmw) 1 

ii) <tf h^m , w fcrf^/*nw frFm 

^rf%cT wft anwre^ ^mT ^rraraff, im srerFisfi afk 

4egeR %cn jRpsff tR cTT^ #TT I 

iii) ^7F ftftilH Wcfllfl' A srf^RjPRT ftR vFFt- 3?r IcrfsT ^ cTT^ 

fWri 




W& ft Pi <4*1 3, ?R> 3 3RFTT 3T^T ^ Ft 

i) 'asrffcrPrw m mwf "strata ^h^ik 

1997 

ii) mfa<fr<»r m atrera *irata ftftap 


ataPm, 


yiftcMU) ^ t 


iii) "arrareuf ^wm ^raaV' 3 >t sttcr taisit ^t t ftr^ cta*Pi 
3 Plftse ft>?? TR arj^TR (M^'ttcta'i) % 

M ft><4l vr|Kll. t | 
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iv) Rhp^d cf>T 3TRM RfaT3Tf ^ t ftp# 

dl$#H R m*. f^TJ hjy 3TJHR hRcTM ofe Hl«ll$d 

Yr yw RfMT writ ti ^rRt pfrpwr afR rMphp 
iMRicfi RpR ^ wi ^ glN - Rr Rpgcrc h^i^ch 

YcYpH #jt MfRpr t' 

v) MT 3HRTO ^ 1%teT He^Tef WRr ^ 11 

* 

vi) 'ufil^H' MT GIRM HfaT^cT RPIR ^ fefP PTfacT SRTTcft ( J dHd » 

N | 

R^h w pRfT^ei m^jRt£?trt) Yr 11 

vii) 'cTT^RT' cf>T 3TRPT RR cTl^RT ^ t Rm HRcfa tcfoMS 3lRrRpPf, , 

1885 eft £TRT 4 sfR -HRcfRl 3TRlRpIH, 1933 ^ 3RPfcT KH RfMT 

W 3RMT GTt MR yPT^f HFTt Rf> ^ cTI^RT 3MTH f^MT 
W Yt I 

viii) 'dlS^WN4V MT 3TRP? fcb'Rl c^lfcpl- ^ 1? fuTRf fcfRrf^I Mfed<t> 

^RTMR RRmj gtM cRRFt c£ R[I[ HRcffa ^ctaM 3TRlRRM, 1885 

(1885 MT 13) MRT 4 TOIM (l) $ 3TcFfa eTT^RT 5RH RfMT 

W Rt| 

ix) RT^YT' cfTT 3TRR HTCtfRl £cflill4> SlRlRm ^ ETRT 3 Y> $WPP 3 <# 

GTcPfcT 3 ItR Mcft Rt MRT Yf 11 

x) 'Sfpi^r cfir 3TRR t%R?f ^ czrf^T ^ f RlR df^-KIdl gTRT RPTcT 

yuileil ^TeTT^ efr feip Ml^cT f^MT W 11 

xi) 'MRd<*> RUl^d R^Pf>' RRT 3TRRT RR ^c±c|Y ^ f RtYT dRft Mt 
cfe SmirRcT PtM^cI RtdR rYm? gtM cfjYi^f ^ fclPlf^te yilldd ^ feRT 
M^RPlRt 3TFR~eR (3TTH^Ri),' f^R^i H^M J K ^efpEPT RPTH fc#T^5 
cTM HTRrT RMTK RPTH felRr^g ^ ^11 Rid t, eTRT WfReT cTM MRdlfcHcl 

RMT vjTTcTT t l ^ HPfT^eT MT ^^Hld MrR ^ RTOff^Rt 
RRTR ^fclMR gtM cn'MT 11 

xii) 'HRdM R<1^ cpfVpRf MT 3TRM fepf? % t RRf 

^dlMT)*1 Rfe/Ro;yY^^KJT cjTT ^YlHId MrY MeT RTMMT^Rt ^ eft^I 
f^YcWH'S RTMR RPRlR ^ RRlf^ ^YtGTH ^ feTP H^M J K ^efRpPT 






•"^"tT'f ^r ,,,W! .. tt ki TW* hJf irr , *r»?..— - ■ • »*******"»» 


i 1 


.'K" * 


i* 


■ >«> 


| • .«tr.K*w 



[MFTffl—^T»g4] 


wiww: snsrnro 


3 


Rm fcTf^t^/’TRcT tf^R Rm fcHft^g 3f2JcTT ^ eTT?#fra7^ 
3Tmr?^T #TT yyicffafr £RT WfacT M MR^llfokl f^TT WcTT 11 

xiii) ifar ^«Nx1l' &oMh Rfcyy> yy y?l4Rl«4KH W ITRT 

RmtRcT HH^Sf yy aijMleH y*Rt yft #*TT yy #qw 11 #TT yft 
■yWrlT 4> #f 3 ^TR^y^SR yy ^ch)u| c|7|4PHM|ciH ^ ^ 

y^Ryft IfRT RrerffoT StaT 11 y>Ry5f 3 ^ ypj W3T HSol^uf 

yywf y?r wn frRryy 3 w 11 

xiv) '%*f\ y^TcTT' m 3TTCRT 3n^R»p ( ^Te*JeR 4Hls$e1 tofafa cRTT 
^M>l^ yy^RT ^cfTaif y> en^RM^t t 3?R ^RT’TRcTRTWR RpFT 
ferft&s yy wr Rm feiRr&§ tfr yuRref ti 

xv) yy 3TT?Rf *fRtffa ^RRTR ftRRJTW ^RlcfR^ aiRlRm, 1997 4> 
aRf»fcT ^TR^ c^'HrlR ftPwiH4> mf^RT 11 

„ xvi) '^RRR ifa Tatf' cfrr airem RfRft ift RfR*T ^ #TT Tt t (fcRRf 
4<rl<t^tRlcj? *TeT, 4RRT *teT ^TST ^TT, aftfoqf ^RT #ny, 4tf%4t £cRT 
imt. *fo4r 4fcRT afR %e|eR Rryrsci tcftyjRr ^yry ?nRrer t) RrRt 

vmViynliafr cFTt cfRR, ^fr, ^ 3TS?tfT f&y^-%¥£y> ^pft 

srt RfRft yy>R y> Rt^t, tef, eRy, Ri*y afR syRr yT str^t yy 
^rtRrft aryyT R^h ^rftt vsyyi y^j y^Rr ymy Rryiy 
ynRrer ^ #fn 

xvii) RRRI ^TO ^ZRtT *TCT' (£RMyy) : ^ ^ cf>t WI fuRf yfcrf^T 

yy> w yy fcf^TT yyy afR fuRjy> fen? yfyRr?r ^ $y 
afRTcT £Rfry? Rt|K|41h fcff R ^ vSIKT Rt I 3TT^€t^ £4)4R!x] yy 

W cHTT^r ^ feR[ 90 faff ^ %eTW ^ Rl4)|R^| cfRcft 11 


^ u Mrii # PifcifR<i m y^ffuR 

3. ^TcTT cRr J]U|c|Tll 4) Wfe RrafRcT yvRt yy yilldH t : 

i) #tt y?r M m, u mtii f^r ^t yymiatf y5t gt^T yRHT aRrte t sfR 
f^r vj^frwrrt y>r yM y^r yy arRryy? t, y>t ^rnyyfr ^yR 

yy ciidiy^ui yyHTi 
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q? q^MT3ff gRT t^ZJT 3RT^ qieft W WTT 
cT&TT TTR^rgt i\ gePTT cTT^ chl4PHMKq W 3>T 

GTTcEePT GTT ^ | 

^IHMd s k tR ^‘rjK ^[T3fr ^ vJL|'*il4cll3ff ftcfi YSTT cJR^T I 


4 ^<TT ^IcTTIT <£ 4^FftcR : 

y^Tcrrart 4t4 fterffar foq qq 4> 


^ wT ^r^rfaTcT t: 


(i) 3rren^cT 

ft. 


WT $ 

qrw^T 

vsnoefr <^” 


wn/ioo 




f^T 

araffcptf 4 

_ 3ffoTcT 

Ft4 TR <7 f^T 3 


^T 4 100% TfRet 


HFTcrf 31 qr3, 2007 TTcP : <5 CTSTT 
^ 31 *u4, 2000 cR> : <3 


ST^oT« m4Rcw rfcE 3PT^ cM4ftcM cTcjT : >90% cTOT TJcfj TfTF 

^YT4F WTT 3 f^T cf> tffcR : 100% 

f^Ull 4 

C\ 

>3 f^T ?RTT <7 f^f cfcf? ^r4t 

erfsRT tr : 7 far fen? f^4 

4 tge 1 

>7 far CTSTT <15 f^T cTcfj ^Tfr 

eTfsTcT IR : 15 f^T f^R 

%^t4 4 ^ | 

>15 f^T 4> feR etfelcT Ye?4 

q* 1 w 4> faq f^rr4 4 we i 


!J*MMM t HHR 'H I H *|I MUfUfU'U 


'""* nwr 1 T""^ ^ m *' Ti^TrrTT 1 ,,,m, t 






CMPTin—STO4] 





I #T : 


tF cilM 


vstcrr -o.oo5 

(®) fW^R ftRT §3TT 

^RT 'cilfBvj 3T8 TcTT set I ft)' 4 1 

^r wcpn «ricT & cfFf jjtft rnf^? i 


Vo 






TM ^ %cP FFft 


cWT ftoT I Tjg> f^rfePT W # RT?T f^Teff ^T I TJtf> ferfePT 
SPTToft eft f^cRT^RcTT 0.1% ^ ^TRT 3 fcTcTR Rft #TT W 


3T^M tR dd-NcTl ^ 
CM 4 cfv^TT) 95% 
3FJ#T 

—f^FFS ^ ^ 
-c^4VFT 4)ric|T^ xp 

-3lfclR<M ^Tf^ETT 





<3 f^T 
<24 

<24 Vt 


(i) $34£1 R<*>c?I >3tR RXJ uTR W 
«ftcfi W PrfcRRT : 

20 ^R>Fg ^ STcFfcT =80% 

40 ^cf>usS ^ Sid4d =95% 

(ii) gRT v3vR fo? vffl% RcT 
cftcft ef>r% (ft*TCT $ tftoff): 

60 ^ef>tng cf) a^cpfcT =80% 

90 #pxi3 ^ 3fcPfcT =95% 






III! 

MM 
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$ ^re'er if 
fJTb r <hY <hT ^[^£<hW 


Tfc|| c£ M|c|fc|M ^f 

>95% 


Riel ch Tfcf^I FT 


W M3fi >90 


TPTOff Tf 


ii) 3TTEfR^T (^FRH^T) cTSTT ^c*TeR 


t eft^^T ^ <£ 1oH? 


arafferaT h 






T 

fcTcfeT 


*f 9 ^ 20 uf[ Af^RT yill'ffl' IT? 

t (100 chief! cf5T 3fTTRT =<15 


«en<T Rbill J |i|| cf^TeT (i) 


chf ^TcgeR <1% 


chief 


<3% 


MMH’I *1'« *l» I 311-M^piw I *^1 . l'M*f •fl"» 
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(vi) 

31^ C II^I'H ^Iclrn 
efTc^ cp^cRM 4>T 

uRteici. 

>95% 

#4 4^# 

(vii) 

^1 0C|^VJ1 

f4 >=-75 #<$#4 

4TIH *f >=-85 4fa^H 

3TTv34#4-W4 3 >=-95 ##44 


(viii) 

ElBlKIPKiEfTvC^^^B 

<0.5% 


ft 

'JIS4> mw<\\ H 

^f^?T 



0) 

'HtfWdl <f> feH* ill^cb 
4>t \3 tR ^ eFT^ 

ciidl ^*14 

(i) $<3<r£ifa<f>cft vjtR fa^ vriA 4iol 
#Tdt 44 Hfcl^lcl: 

20 ^4> U >S # 3i-ci4d =80% 

40 ^4^ # 3HT#T =95% 

(ii) 3TT4#4 5T4T BdTC fa4 dfa 4T# 
^tefr 44 srfcRRT {mm z # 4 # 

60 # 3fcRfcT =80% 

90 #4>«<5 # SRJjfcf =95% 

44> 4T4 


fad 



0) 

'Jll'^l <jfcl 100 fad) 4?) 
fad m$\ f$i4>i4d 

<0.1% 

#4 4## 

(ii) 

4 >Hk1l6 . <£ 

^mpr fa>^ un*) 4ioi 
fadt 4* flr^Rmf 44% 

100% 

#4 4#} 

(iii) 

vl'Hr fa> vb>R (ii) *)' 
fa4T W t ^RMFT 
cfr ?nfi^ ^ imtf r 
cfjf ^4 ^nfi eh 

414#/WTH cf>r 

3^r 

<4 'NkfR? 

cfrrr 

m 

<$ A 

w^t 44 ^te<rt v i 



(i) 

'tfal MN4M ^ 

44 SfcRTcT 

>95 
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_ I : 3TBreir>l , 9 

, ' -' - -“nr-,m,r-r = '' ' ' Z " ■ ' ' , ; = ^ =S ? > M " ' ■ * . ' ~ 

9. SOW : 

^ ftRft ■•ft m^tTH mv 3 ^ fR g5t barter 3 

3TfcTH cRTT ^iKIpjRt FPTT I 

TRfa ft*, 3 TWt-^Tf^T 

- [faiim III/TV/142/2005/3TOT.] 

fllWlW FFH 

a .1 i. --tf -|-fTh T 

1 vgHt^ 2000 ^ ^ OT tpf) ftftfap ufffr ftPTT W ftRRf ^PP 4 T> 

Wfe m\ STMRTJcT afR $> feP? ^TP> fterfRcT ftp? 

TT ^| * 3 ilWp^ tTW ^le^eR ftdlsjd #Jpj, 2000 ' PTW *IF ftftRPT 

tr#* <^^tjR rnflpm aiftftm, 1997 i w 11, 1 -(<ft) (v) ft 

sitcivhI ft aprrtw 5 Tpt|, 2000 ftt arRt fftrr w am f*t ftftm ft arRt ftft ft 
w arefft, mm araft tm M^ifor^ araft ftr apw^r ftPTatf ft pmft 3 12, . 

24 cTOT 48 tM W fto^eR TRlfcT t#ffa ft PPTct 3 12, 24 cT^T 36 Pfft ftt 

pfft ftr/cre^ anrft sfr, *t m ftp? vpRr Tift thrift Rtafftcr ftp? mi fti f?t 
pr ftsfapfift an# ^ ftftpR #rraff ft ppref *t ^^,.2003 3 ctot anw^r 

ftTTaff ft TTpft 3 vfcfTi 2004 IrWM ft ^ 11 M ,*Pft afpfcft ft ft^pftf efft 

ftn ftt 5°rafri ftt f^erfef ftt Rmf*m #? ^r ^terr wit 1 1 anwjcr ftn <pft 
^dcjftf, TWefR *R ftlWft ftpft 3^4>Rld: PRR oTT^T WP ^pft t, - 
c6i4f^n<(d *rpr ftt trfefT wm wi ft?gaR afpR^ft ft *rpftt 3 rwt 
75% afnr^ artem ^>T ^ wt ^ t t R^g apfr <g& ^ ^1 t, 

fup# xj?t p^f.f^t w tFT If ftfr^r affq^dt t ^ wt M\ ^ tw 

F3TT fi cTRR cTTF^T efT^ 3nW^T am^eRt $ PFTeT tef# f^rfeT 6f^ 

^rfcRfT t afR F^r^fe ^ f^ncr ^ fcP? f^rfRef wi #pt w> 

eTS^Tt t£?T WTT oi||c|6lRch ^ t cPTtf^ ^TT ^ lePJ cZjppf> ^^erfmi gF 
Wf feRTT yTRTT wRt SfT | ^perRt 23RTcfR ^R FRT ^T cfjp} f^tp 

^TT YFT arr, tR^ fviRT ntcf^^lFWl^cfW^TT^ THd^dd4> WT ^TT 

1 1 ^rt^R ^r ^ crtt^, wfr ^ pprcfr ajR -$m <nq\ 

^kn <r ^ pft^ ^ ttf *m w 1% Traf^r cicRth ^ M w? 

afR fen? #eiW RmfRer wf ^t w 5 t iptrt f^rr *rjt t wg 

^Fc^njjf fopfe ’J^rrt ^ ^n? ^ ajR <$& apq afr tf eflM ^ Rtwr ^ 

PFT^#T Ft wi $, Wm % *ffvjJ5 sti Mfto anwR ^ fpj ^ 

Rn? £T^ FRT FT^ <fi\ ?ji T?v»Rft % ’tt 3JP<T ftpJT W| ^ 

^rt#? tR cr tRRte ufr ^eVcf>l ^ fm ^ter F^tefr anft ufcrf^Rwr ^ tM 
prfe wt ^ #f ^f ’ft jtm ^anr 1 

/ 

2. afpR^f ^ ^TRT f^p? PTf f^TR-f^Rt ^ ^IF «TTcT TPR 3TT| f^> Ft 
3PPTTP vrTT ^>cf tl <jRicbtu| 2TT ^Rf f^Rm cR ^Wetf ?R#? 

Tricrf^Rsid ^5t ^3^451 #PTaff ^ ^TTq vRp efF t 'i\ «FFP? RIPT afR 

FT tdHIcbf p5t PTf^T ^RlRtlO cfR% cf> feP? ^8TP 3TTRppRt ^ F^RtP ^ W! ^ 

2°U6]/°r-—? 
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cHlMl 3TlR tjRRT RcEeM RfT GIrRcR q?T ffqt-|iq$ WIRT qR^ q> IcR 3ET^ 

GRTltR RR^ R) cfTR cR qRT RRRf feR[ RHER T^qj I 

3. *TF ^R3ct ^ fc^ Rqft GTfcRqRt RTRT RT RR5 .tRpft^R, Rqqq qT^R 3ffq> 

£cftqqq RlRRM, 2005 3 q^ct RteR RR fcTRT W tl RT^tqRR W#T RTfa 
faqR $ RTR, faq^ if qq? 3TFTDfr ^RITTERT 3 Rfcrf^cT TTR t, gRT TR qfRT 

f% RlTcT RRR 3 %RR qftRR tPft RRT Ft RTRkT t RR Rqft m€\ PldRR RTqqtq 3 I 
^Rf crfeqrRT efi qq^qRR R^cf fiq cTSfT 3TmK^T 3rk ^e^eR RNt^R £eft<J>tq 
^RTqff qfT ^RT Rft ^TOI f^RR, 2000 R> ^RRTq V ^ ^ (i) cRTT (ii) R> 
3 trrtr qT^tqRR ^ qtqjRT ^RpftqR? RFfran rr^ tret qq? qq ^nflcR rtT^t qq 
fAi fcRT i mf^raRR ^ Wtr gqqt rr qq> wfRt qq 22 qRq3t 2005 effr qrrff 

frfRT 3fk 06.05.2005 RTt STfqq qTRRT RRf 311*1) fad faRT Wl qrf^RRR ^ ^RT 

f^raq q?T 3ifcrq ret 3fr wi R^qrFTdSRt % rirt f^qfW rr ftqR f^m 1 

3IWRT^cf Rfaiq : 

1. 3qeiR^T ^Tsff r?) RtRt i?\ q^mr q> ^RqfreRf r> qRef 3 qq ferf^rqq rd?) 
q^RTjof ^pfef ret r>rr rrett 1 1 rfr^tct, rrr) ??q <£rrrtr qR^ 3 3TcqT^rqr 

feqfrqef qcRT^qff q$t qRRR£ftTT 3fR GRR^cR R?T WM Rf qRR* RTcft R)RT3lt qt 

£5R-?fR rtrirt faq rtf) r! ^trcT qtq 3 IcTchr, rr-rr ^Rft 3 tr[ qq qfrRicT; 
qfpRcR q?t qgiqdi ^ fcfrq qq^ qrR qqq x)cii3ff gtk qq qrqq, GnrRsR q?t 
YfqrqqT ^ f^q qfFT qref qqqqfd ^qpfrsq qft 5 ^cii^, 2000 ^ RfRrqq ^ 
qit qer RqT W f I 'W ^ feiq HT^f \3 tR ^ qq qiqq" qq ^Rff^ ^Tf 

qfer qfr qfcrRrRqq q>qqT t Rrt qRr qf 3frqfeq ^rt ^t #q qqrcrT etrt ^ff qRiq 
qq 3rRcf[3TR wm$\ £rt Rr% qqqi qq ^tr f^q t sfR ?qr ^Rqflqq q^r 
ferf^qq qqRrer Rrtt q^T t ttiRe qrqq^ qft qqr iqk? w q^qq Rreir^ ^ 
feiq qR-qR qqRT q>R^ t, q^t qTRWs3fli qq RTqTtnq | ch^q^Tq qiqqRr q> qyq 

£RRtRt q^t qRRft 4 eRR* qiR qRfq cR RRqq ^ ^IfRlci f^IT qqT t cTTf^ 

sq^Rqq ^iqi £rrtRi q^t qrqq% qrqr q^q git^ ^ qiq RmfRq m\§ % qR ^ 

qqqs 

2 . qqiqqf qfffqq # qRn ^q?Ftdgqf ^ ^g?qq f^m f% qrqqRq qq 

qR“n qRt GTMRqrf #TT ^ feiq ^Rqftqq, ^e^eR'qRn^cT #TT ^ ^pfrgR q> qqpf 
?Rq qiftq qqf% qfq ^ qqiR, ^rt# q^t qqrqq sniR RqRrg q^ReRr iRq m 
ofvi q# ^ 11 Rqsr # qRnRcr imi $ ^qqq^ ^ RiqRrq qr^ff ^Rpfteq Rqqq^ 
qRR^rr qf*fqq qq cir^ #t i m: qiRRfRq q? r^rr Rrtt qraq^RT 
qq $^Eiei qR^' qrR 3qqRqq Eiqr c£ ^Rfteq, ^TRjqR qtq^q tRit ^ ^rt^Rr i> 
Rrqyq ^ wiRq i 


. ■>« .. «■» t( I I HI « 


. .. ..•<®ipwir*i |M, * ,l "*W‘ r« i i'*r 


Hi-t— >*&**■** 
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3 . 3m m3 ^roi m> #f 3 ^mrejm3 cfr mfaj msm3 m3 mw mm anmmH 

m^3 m> fen? » ^snm 3> mrnrH 3 m3f mRci 3^ 1%m mm t f3wm 
3TTmeR mi w 3m3fm? mn3 w w t mf3> mtsnm arl^m ^ I 

4 . 5M f3f3fas m? mgm* $\^if3n3 mmm> 3 3mfSm ^3t 

mmmrm 33 f%> 3m 3 3s 3 w ^3mm 3m (<M4)^) 3 f^m ti 

5. "mr m> msfrcRm 3 mm 3c3m3m mm mrnmm (f3f3mr m> iv m>.3. i)" m> 
3m3W 3 3mr 3 m>meT i'crt^m 33 m3 fr.flmTm 3 term vsm?m, mm 
3e3m3m, mm smerm gfj 3ffa3s3 m3 33 3m f3f3f^ m>m3 m%? 3R mmmm 
mrnrn mm? w mfl^ i m? ^(3R3d mm3 3 for f3> 33n?3m m3mm3 m> mrtmr 
f3m %3t 3mmm 3 msfn^ f3m mi3 t 3m ymcnaft 3 fen? m? 3rf3m3 t f3 
3o333m 3 fen? m3 mn3 mr3t m3T mm m^^ci m3 mm? 3t? 3mf3?r tttt? 3 m3 
HvjTicf>'<«j| mm? f3m mm? i mf3 3c3m3m rnfm m? ?jtm rnmn? mm mm3 § 3t sp% 
f3f3mr 3 f3? m? wi-3lm 3 33? gtm mmTm wm mf%m I 3rm ?t 3Y mm3 3 
m3en ?j3r mm3 mm3 mf^? a-it? m>3m?rm m3m ?j3 f33 f33m 3fti3r 3 fcnj ^ 
f3qff3cT f3m mm, m> ar^m? f3m 3mmm 3 13m mm3 mftm r 

6. mfcrmF mf3 100 ?Tmmmm?m?, m^r3f m3, wit mm m3mm 3mm3 <3 £ i 
mrm^cT 3m 3ff3te3 3 f3m? mm wfc 3sm3 m3 3t^T f333 m3 3m3 fq <3' 
mm mcfmm 3mmm> pm m^?3 m3 ?rmmmf§T m3,. 2008 mm m3 m? £ aft? 3mm3 3 
*%z 33 im <5 mm 3mrnm> m3, 2007 cim> mm f3m wim £ 1 

7 . "armel mm3 f3m*r w 3im m^3" ^ 3m3to 3 m>mer ftimimfr m3 ' 
ffrm 3 f^Tm mrmiT f3r?3 m?r f3m eft mm} 33 m3 mrnf3r nm> 3m3^r f3mr mn?i 
mm} 33T ^ mrm 3m3c^cT mn3 mr3 flimmicfi m3 3Fr3 f3m mr3 33f 3 
3m3^cT mm rniwi W f3f*m 3 3jmf3 rnn 3lm m mrnt m3 Rerf3 3 
TnFm> m3. arfcTtjf^ 3> f^m ter m3 mm3t mm mrnmrn f3mi mm 1 1 

8. mfam^m grm tto-wi m? 3mT ^ 3^ cfstt m3ei m>m3tmrm 3s (3f3r3ir?) 
mm smmmim ammr 3f3 m .mf3 m? mt 3t woi i?3r3r m> st?t mvmTT 
mrwi 3 snmmR mrnr ^33s m^r 33 (3R33n?3) 3 f3n? mn33 1 

9 . mtrm^r, 3mT m3 ^mrm ^ 3m3ts3 ^ ai^ierm m3 R3lf3m $ 3mf3?r 

Rmm3f m3 m 3r 3t3 m f3*3t ^ w 3 eftu m3arT/f33aFT 3f 

m?wni TJif^mmm, mf3 mt 3r 3m mmTcTTsft 3 3m3t. sm m? erm 33m 
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qftlftft) ft wm ft c^t pftsrT prt pr mf^PRR ftr tm pftfe fftiti tr<Jct PRft 

ft ftp? ft P>F WcTT t1 

10 . <£rrir ftpr ft ftp£i ft wftf ftt prrt w 3tfrpt, TnffteRR prt fftftt 

pftftt ft ttrth ft cRjTT t]tt Tn^p ft 3 trir r fftPT prnpn I 

^ftsRT ft ftftj||H iu^ftf Cf5t ^rRT ft fftp ?Hl4dlft4> fft? W PTP>ft t cllfft ftPT ft 
"FpIR cTlft ft feR ftpT y <ldl3ff ft ftp RR^ftftwf ftpT ft Plft I 

11. fttR cZTcERIT afk fftel TRIToft ftt fft?RrftPl?TT ft ft?Tftftp, ftft cTT^T IPTR^T 
M u 11fcl-iil 3fR 3TRP eli^’i fftfeTP ftftilftR y u llcft ft fcR Iftfftfeftc fftp PR 1? I IRlft 
3TRE ftp eTT^T ftftftRR TRTlftt pRT ftoftftft tier ft?R PRft ft PPR ftftft PcTfftft 
?pfftR t1 

12. ftfd cRTcfRH (fttfttSTR) ( 1 cjpfcTT pft : ftfcT PRPcjftpT egeT ftfcT 
TRtRft ftt WIT eft cRFTT ft ftfcft ftt WTT ft WT ft fftsifftcT eft Weft 11 TTPRT 
f^ ^ M cftR, PPTft eftef, pft ftft t 3RlfcT fuRT PTft eft ftfc! fcfRTT W ftcTT 
t PF qjft v3?R ft ft ftflT Pft fteTT tl fftfft^RPTRR ftft fft ftTR eft pft RT^f 
eZR?I ft, vRR P ftPT 3lft ftppft ft PRgcH 3fr? Wf?PT^R PP ei|c)^R ftft fft 

Refill PR 4dl, 4 ldd FTPcT cRrj| wfft F^f Iftp’Oldl ft feP? vSeRPlftt t I 
eftel eft WTcfft ft feiT? FT^ftPP cRIT ftftpftR ftftf ft PRTRlftf pft pftt ft cfjRR 
4ccjft ft ftlF PT fe10 TfeRR 3T2JcIT seTTf^PT Ftcft 11 

o o 

13. c^T d'eRIHl ^ $ TRIRT R[ cgeT W\o\ eft ^RTT ^ 

fcRw weft (Lost Call) ef> argiyicf e£ wr ^ qRniRd f^mn wm 11 e^ ^5 w 
tylcRT cR T^[ ^ft tl t?cR ^PIT ^Tcft tl 0.002 ef) eR ^ 

ITPR eftef tf ift Wei 3RIcfT Pc^ep 500 eftftt TpP M fcpRT Ft WPeft 11 

14. RTRf pffRlT ft ftw ^ TRcM fft^IT W PRrfPl ^RRR fft^RIFPP 

TTTf^teRR 3Tf$rftm, 1997 ^ ftfttERf eR ft feR 3ft? ^ifftlft PRT ftt WT[ cTTfft 
PF ftefT ftt YWFTT ft 3Tto pvnft ftp ft cTR^ PR "Ffft I WPl ftftpT ft 

RT <t\ 3ft? eftp ftt Rt 3ft? dl^FRKIcll ft feH? ^ffteT Wft PRft 
ftft R ePTRT ftPP TTcftcT ftcTT 11 3R ftft PY fftftpRT Rift ft fftt? lift 

TTftefP 3RFRpn| 


H ■ « » ^ >im 


it «-im i 


*i II 1 t 


tliHIMNUHMMKi II « I'UMMIWUIM imramnili ^ •lllll'W *«*( M ««i 4 *H 


IHI !■!—'flHI • ll» W ' ' 
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rnimremcr mmfoi <rmT 4mgore 4m4 

1. wm*& cfURcHi cRTF 4c*JcR 4m it JjU|c|rlf ^ 4 3f«rfc[ (i) 

4emrf mT mi4PimicH (ii) mT?m WmTT elT^T, (iii) f4m iilt Rl<J>Wd 3fr? (iv) 

4mif i M 4 wit mT ffeiH 4 ftmfocT fcfJTT ^nj 11 *3^4 i HWeT W 
m^mr 4 iwftcr fij mj t mflrfi 4 4m4tm? 4Hi$d 4mif i ^TFTcff 

4 wt 11 

4e*ri mT 4>l4f^*MKH cim4)it 4 t 3fr? ^4 ‘^TeT WftcT Wt4 it 

'(IH’ciai m?" mftm Ic^J m? ifeT 4^, ifcT ^F? 4^, 3IRM (*fl^xi) it ^ u icmi, 4m 

cRTT 4mmf> 'H4>eH, ^TTf^Ter 11 ^ WI ^FTcT cZf^T 4 (TCBH) 4 W* 
mraT ti mmi w wmr 4 4i4cT imttm? sm fi? m? t mtffi 4 4m4te? 
4tm$d 4mif i WT4 4 WI^HPlch mgt m? 11 

mmm 'Hsimti ctt^t 4 44 4m4te* mri4?r t ir *44 it yfciRf^ci m4t t fom 

i4 4 mrem Wfn im 4 mm ?t4 m4 fi4t ifa mr 'Jcre artfimR 5iuir<4 

IcRT m ITRT ftm ullcil f I 


14cT 444t Ri«pwa, f«fer i iir 4 mm Ricm*icii mT wfcwa, f^TmrccTt i mm^TH 4 
cft 4 mmT w cren ip it eRmftr itm4 4 ?ft 4 m4 w 4 1 1 


4m i wr 4 w i <£feiH 4 7 4^4tt^ t fu=r^r4 gfm it mT4 mit 4m i 
fi4m ^ mn?ir it icjfe i ifami f4srff4r fiq m^ 11 

2 . fafamr 4 siifad fan? mm mj 4m4te? 


(i) 


mtcT wrPtcf 4t4 it *»M»cmi 



mfam 4m4W "ifa ^t mwcTT mr ^ wt f414im 4 ^fcr wnf4?T 
^l4 ci4 'ti^cini ^ mt ?nf4eT f4>m t ^ 4 ^t w t f4> 4m4f<R 4 
mtf HFTm HFT WT ^ t 3jt? 3TcT»T-mcPT 3fa^ ^4 mcRr-mcFT c!M 4 
anmfcid m? ^4 4i ^fer wf4?r ?t4 # m? ifn m^r w4f it 
cjcrm 4 wt14?t irat i 3rgm?r i4 ^mf44 fim wn t-^wtfrcT ifcr mr 
3TRm t ifcr WTW 4 PiHfcHRad m4 ff f: 


(i) irmRT fim mm ^r, 

(ii) ^t4tkiri 3n4f^cT fim mm ^r 

(iii) iter it 44f4?r mFRf4t i rni^m^ mm it ^ fim mm 1 
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F0T WR cfrtcT WlftcT Fl4 04 0 RR 0 T 04 ftTOTcT aRM ?TTf4eT t 3T?0 
$010)1 01 d f4)0 0R 0<Td4d 3T&T0T 3T0T:'44lvrH 14 <0, 0) 0l4Pi c HI^H 00 

3TT0)d0 0R0T 0^? 11 

• 4)iRH00T3TR 000T 0TO 3TT004? 0rf40 FT0T 00 sRxHld 0R0) 04 004? 

FTf^l 

• 3TT0eFT 0TWF 4) 0T>4 f44? 4) feR 0T00 0J0T0TT o000 44 4 t\ 14^0 0TT0T 
FlflR | 

(ii) Wt0I 14r 00cT 00 : 

^dT0 14 r 0^ tot 0T 3TTOI 44 TOT 0? t 0T? 0^400 0# F?0T t 04tf4) 
0lei 0 r 4 0) 00T0T 04 4f4d 0 r 4 4> fcR 04f f4'.0Je0) 4dd 0l4 F?cTT 11 «dl0 
14 r 00T cf>fcT 0RT W 4) TOT FTcT t Tff0 0TeT 00RTT 04 4440 0 r 4 4) fcR 044 
f43Jc0) tdcT 00cT£T 04? F?dT 11 3T0: FF 40P?l00 4000) ^ 4^dd 00 FT?F0) 11 
'HegcH, TRT^RMPRT ^R 3TST0T 4t0?R0 000 F0 Ft 0100TT 11 0F 40F??00 RM? 4? 
44W 4 ft^fr f&tt RTF^m 04 3000000034 4i 14*400 4) fcR <41^0 
RR 11 3T0: F0 2kl*?k* 04 R4400 4 0 tR? 0T Rf00 wtl RT 304100 0F 3TTTOFT 
TTO 000T0 0FeT 44 4 4TO 3TR04? Fife FT0T 0F Wf0Td 0R Rf)FT TOTT 
0Tl%TT | #£rfr 4000) 4) 0T0cT 4, IRr4?0MR0 44 0000 00 000T0 t Rf) 

3Rrj J | 4id 0T00d0 0T0T0 40070) 00 300)fcT0 RbTJ 0TR I 

(iii) #0 00^0T : 

F0T %4?00 00 3TT0K00 00 000? 4, vjTFT 300^00 04 0T0T 00eF0 t, 4000) 
04 0)0^0T 3TT0TfeTcT 0R4 4) fcR 0^0T 3TT0R 00 400 £l$c| 0dT0R Rhdl 0TR0T1 F0T 
400??00 $ 000 4 j40T 00T0T3T? FT0T JT4 0?T 0jRTcT 0R0T 0^? 11 0F0FTR, H^l^d 
^T000> ^ ^00 ^TFF' ^ 0?0T0 £0; 0T0T 4000) 0)0^0T 0F 3TT0K00 Rh0l 0TR0T I 

4V||0) 0n0 4 00T^ M 0)0^01 3Tfcf0 0^?0 ^0d 0F 0T0 11 

(iv) 4WteTT^ 0T^eT0 : 

00T0^f 0ffF0T $ 0?0T0 %0T 00T0T3T? 4 ^FTT0 I^FT f4) 4?3TT3r^ ^ 0T^d0 ^4 

0t4 4 40t4?00 f? 4 i 0#T0 rr 4 f^t ^fm 00 R10T0 Rfft sfR ff RiPrf^ 

f^RrT 14) 3 tt000?ff $f4)0) -$> fcR F0 f4f400 4 ftt $ 00^00 04 ?nf4d f4^TT to i • 




3 . 3fTcTTuT (<TRW) ^TORTT : 


^cgeR TOffer teftrorr TOtst! 3 tort <£t j j > ct tcivit 0 ^ 7 ^ trot % roft 

^JTTcft 11 M.^fTF TO TO ^ TO?IT t1 #TOT '^TOrTT ?RJ 3R$t RTOft WRft 
t vrfsr ^ 0^4^ TOcft 11 TO^fTeT ^ TOto? c£ fcTtr f^RT^r tTOM 

trfTO to fTOrrcT fcRro writ t, to'TO * 1 0 ?r 5 ciro ft rorRft 1 1 

#lfi?TO?.W> TOHeT 3 TORT ^fTOTT 3> fen? ^ePJcT TO4fTOTTTOT TOT 9>R t?TO ^ 

(TO^aro) 11 $ttt ft totktt t smfte fTOT tot TO tort TO ^ tttrt ft 1 roft 
TOt 3 fTOror TOstt ^rorr, W f^TOro fTO^r 3ffc tjto ^ttot/^t toITO TOtt 

11 fR 3 TFTTctt 3 TOffifTO TO? fTO^H/^TOH TOf TOfteT ttcTT t1 

3re^t TOTOT YTOtTT 0-4 % TO^3TO 11 

rMw ^tsnTOt TOTTeft ^ fen? 4% eft TO^STR eft fen?TOtxI ^TOcfcTI ^fTO 
3.6 TO TO^itTO tl fTOt WeTRTT, vStTOTO ITO3TO TOITeft 3TOT?TOT 

4-^J!?TO 0^4 3? fTO TO? 3> fen? RTO ^WcTl TO TO 3.4 TO TO^ftTO Rffa 

tl 

4. tj,r to#?t fTOnw 

fTO fTOrfeT%cT TOTOr t: 

(^F>) TOeT TOTO TO 3 eTTOt WT W : tcfcTO |uftfTOfTO tTTO (€t^?tt) 
TO«W ST^ft *f TOT wi TO'tfTO cf tff TOTO (TOt TOR TOW TOTlt) 

"tfTO TO tro TOt' (fTO «te> TOt tttrt «rTO) 3t TO <?t wi TO^nr k 

TOR TOT 1 1 fTO 4 #f>*f tr TORT W WTOTT TOt«? I 

(^) TOtTO TO TOfacT 3RJ$?T ^t 3 eTTOt W X W : TOeT 

TO-snr toTO <?> TOr TO^TOfrf # tot^ wnroit TO $ TO error 
WeT srf^TORT %TO ^ ^nT ^ RfTOrfTO f^TT WTTOTI 

(^r) TOeT fMw TOt 3 wTO roeTT roRT : 7?f TO^TORT TOTO ^ TOTO ^ 
TTTRT 't TOTO ^T TOeT %T? TO? TOTO> cTTO ^T efTO TOeTT TORT 

11 tot*t eft ^rorg ^ wjjtto rom ^rtt erron w#t? i 

(^t) hRtttot TO ttt wror tott tort : to %?eTTOroT ^ fTOtt 
Hlir^eT TO cf fen? TOtt TOeT TORT TO!t (TO RRcT fT? % TO TOlTO TO ^ 
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3TcRfcT ^ t) ^ yR cRj ^fufrT FtcTT t, $ cFFf RcfT 

TTflTRcR TFPT 11 itfviFI RRRf cf$f TRsR ^ 3RRR R? THR^f 4-15 

tl 

^ $ 9-20 cFpf WTftpT? / 

5 RTc* : 

5% TT»ft Wife Rfcff ir\ 3 wftcT ^ RR. fcfRcf ^ Ref RTeff 

^ 3RRcT $ W 3 MRHlftcl fcbRT RTcTT t1 fTFf ffe 3TfcR ^ Riddell, ^f%Rf 

arfct (^Rf efRf) RR ^fcqcp RT TTReH ^ RTRT RcT RT^ Ref RTcf RTfteT #*)' | 

6. RRJpr^t fteHM RT TTRjff RIRR : 

^RTR TTRT ^ fen? R-k^M RfcFFT RaffcT £R ^ TRRft, ftcfrT 
cf?r R^l41, 3RTR *f 3TT^ Rft# Wf\f\ cf> mR u IH^RM THjyf RRRfR cf§t 

fcfRefcTT, ^ RRR TTRft Rvi'l ^ Rif ^ L)Rh|Rc1 %R RH?R I 

7. f^affcR- RT 3TTR7J rTR^ Rfd Rf ^fcT ^ ^f%zff #Tef if f^cRf 

RRfT t 3fR RHRT f#Ref TRTftrT Rfdt Rf ^f%lff TTfcT 3 f^Rf R7R Rpft 

r *f ^ feT? 1%R dlcll t 3T£ffcf GR Hi e| I $ el TcfYFT T?R £fR 7^ 3TTHR Tc^H Tf 
i <£ 3T1RY T^?FT *T qRcfRfd ^tcTT t cPf ^ Rfd rRT Weft 11 

TELECOM REGULATORY AUTHORITY OF INDIA 
NOTIFICATION 

New Delhi, the 1st July, 2005 

F. No. 305-2/2005 (QoS) Vol.-ll. — In exercise of the powers conferred 
upon it under section 36 read with paras (i) & (v) of clause (b) of sub section (1) 
of section 11 of TRAI Act 1997, the Telecom Regulatory Authority of India hereby 
makes the following Regulation, namely: 

Short title, extent and commencement 

1. i) This regulation shall be called ‘Regulation on Quality of Service 
of Basic and Cellular Mobile Telephone Services , 2005’ 

( 11 of 2005)( hereinafter the ‘Regulation’) . 

ii) This regulation shall be applicable to all the Basic Service Providers, 
Unified Access Service Providers and Cellular Mobile Telephone 
Service Providers, including Mahanagar Telephone Nigam Limited / 
Bharat Sanchar Nigam Limited. 

|I ■ mm mumfuppf wm <•» «)'■ 1 * I 1 w Rt'HjppiM' filing tfjiI'"fi ■ M-I ip y w -> '*** 'ff|"'f 
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ill) This regulation shall come into effect from the date of its publication 
in the Official Gazette. 

Definitions 

2. (n this Regulation, unless the context otherwise requires: 

i) ‘Act’ means the Telecom Regulatory Authority of India Act, 1997. 

li) 'Authority" means the Telecorfi Regulatory Authority of India. 

ill) 'Basic Telecommunication Services’ means services derived 
from a Public Switched Telephone Network (PSTN) & as specified 
in the license. 

iv) ’Cellular Mobile Telephone Services’ means services derived 
from a Public Land Mobile Network (PLMN) & as specified in the 
License. This includes both Cellular Mobile Telephone Service 
provided through GSM and CDMA Technology. 

(v) ‘CDMA’ means Code Division Multiple Access. 

Vi) ‘GSM' means Global System for Mobile Communications. 

vii) 'Licence' means a licence granted or- having effect as if granted 
under section 4 of the Indian Telegraph Act 1885 and Indian 
Wireless Act 1933. 

viii) ‘Licensee’ means any person licensed under sub-section (1) of 
section 4 of the Indian Telegraph Act 1885 (13 of 1885) for 
providing specified public teiecommunication.services. 

ix) ‘Message’ means anything falling within paragraph 3 section 3 of 
the Indian Telegraph Act. 

x) ‘Operator means any person who is authorized by the Licensor to 
run a relevant connectable system. 

xi) ‘Public Land Mobile Network’ means a network set up and 

operated by the licensed operators) including Mahanagar 
Telephone Nigam Limited and Bharat Sanchar Nigam Limited, for 
the specified purpose of providing land based mobile 
communication services to the public. It provides communication 
facilities to subscribers using mobile set. 

xii) ’Public Switched Telephone Network* means a network set up and 

operated by Mahanagar Telephone Nigam Limited / Bharat 
Sanchar Nigam Limited, or other licensed Basic Service Providers 
for the specified purpose of providing fixed communication between 
subscribers using telephone sets/accessories. 

tiii) ‘Quality of Service’ is the main indicator of the performance of a 
telephone network and of the degree to which the network 

J ot /64l/o<r— 3 
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conforms to the stipulated norms. The subscriber’s perception of 
the Quality of Service (QoS) is determined by a number of 
performance factors. The most important of these have been 
specified in this regulation. 

xiv) ‘Service Provider’ means a licensee of Basic, Cellular Mobile 
Telephone and Unified Access Services and also includes the 
Bharat Sanchar Nigam Limited & Mahanagar Telephone Nigam 
Limited. 

xv) ‘TRAI’ means Telecom Regulatory Authority of India constituted 

under TRAI Act, 1997. 

xvi) ‘Telecommunication Services’ means service of any description 
(including electronic mail, voice mail data services, audio tex 
services, video tex services, radio paging and cellular mobile 
telephone services) which is made available to users by means of 
any transmission or reception of signs, signals, writing images, and 
sounds or intelligence of any nature, by wire, radio, visual or other 
electro- magnetic means" but shall not include broadcasting 
services. 

xvii) ‘Time Consistent Busy Hour (TCBH)’: The one hour period 
starting at the same time each day for which the average traffic of 
the resource group concerned is greatest over the days under 
consideration. ITU recommends analysis of 90 days to establish 
TCBH. 


Purpose of laving down Quality of Service Parameters: 

3 The purpose of laying down Quality of Service Parameters is to: 

i) Create conditions for consumer satisfaction by making known the 
quality of service which the service provider is required to provide 
and the user has a- right to expect. 

ii) Measure the Quality of Service provided by the Service Providers 
from time to time and to compare them with the norms so as to 
assess the level of performance. 

iii) Generally protect the interests of consumers of telecommunication 
services. 


T?PFT 




ii ■!!!•>■• Mm-i 
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4. Quality of Service (QoS) Parameters: 

The service provider is required to meet the quality of service parameters * 
as laid down below:- 


(i) For Basic Service (wire line): 


S.N 


Parameters 


Benchmarks 


Averaged 
over a period 
of 


Provision of a telephone after 
.registration of demand 


100% cases in <7 days, subject 
to technical feasibility 


One quarter 


Fault incidences 

(No. of faults/100 subscribers 

/month)- 


By 31 M March 2007: <5 and 
By 31" March 2008: <3 


One quarter 


Fault repair by next working 
day 


By next working day: >90% and 
within 3 days: 100%. 

Rent Rebate 

Faults pending for >3 days and 
<7 days: Rent rebate for 7 days. 

Faults pending for >7 days and 
<15 days: Rent rebate for 15 
days 

FaUltspending far >15 days: rent 
rebate for 1 month 


One month 


Mean Time To Repair (MTTR) 


<8 Hrs 


One month 


Grade of Service 


a) Junction between local 

exchanges - 0.002 

b) Outgoing junctions from TAX 
to local exchange -0.005 

c) Incoming junctions from local 
exchange to TAX -0.005 

d) Incoming or out going 

junctions between TAX’S 0.005 

e) Switching network should be 


One quarter 
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non-blocking or should have 
extremely low blocking 

probability 


6 

Call Completion Rate within a 
local network 

Should be better than 

— 1 - d ---~ 

>55% 


7 

Metering and billing credibility 

Not more than 0.1% of bills 
issued should be disputed over a 
billing cycle 

One Billing 
Cycle 

8 

Customer Care 
(Promptness in attending to 
customers requests) 95% of 
requests 

Shifts 

- Closures 

Additional Facility 

< 3 days 
<24 Hrs. 

<24 Hrs. 

One month 
One month 
One month 

9 

Response Time to the 
customer for assistance 

(i) % age of calls answered 
(electronically: 

within 20 seconds = 80% 
within 40 seconds = 95% 

(ii) % age of calls answered by 
operator(voice to voice): 

within 60 seconds = 80% 
within 90 seconds = 95% 

One month 

10 

Time taken for refund of 
deposits after closures 

100% within 60 days. 

One Quarter 

~Y\ 

Customer perception of 
services 



(i) 

% satisfied with the provision of 
service 

>95 


(ii) 

% satisfied with the billing 
performance 

>90 


(iii) 

% satisfied with help services 

>90 


(iv) 

% satisfied with network 
performance, reliability and 
availability 

>95 


(v) 

% satisfied with maintainability 

>95 


(vi) 

Overall customer satisfaction 

>95 


(vii) 

Customer satisfaction with 
offered supplementary services 
% satisfied 

>95 






[MFTin—Tg”g4]: SRTOITO 


(ii) For Basic Service (Wireless) and Cellular Mobile Telephone Service: 


No. 



Parameters 

Benchmarks 

Network Performance 





(i) Accumulated down time of 
Community Isolation 


(ii) Call set-up Success Rate 

(within licensees own network) 


Service Access Delay 


(iv) Blocked Call Rate 


Call Drop Rate 


Percentage of connections with 
ood voice qualit 


Service Coverage 


<24 hours 


>95% 


Between 9 to 20 seconds 
depending upon number of 
paging attempts (Average of 1QQ 
calls =<15 sec 


(i) SDCCH Congestion < 1 % 

(ii) TCM Congestion < 2 % 


<3% 


>95% 


In door >= -75 dBm 
In-vehicle >= -85 dBm 
Out door- in city >= -95 dBm 


<0.5% 


POI Congestion 


Customer Help Lines: 


Response time to the customer (i) % age of calls answered 
for assistance (electronically) : 


One quarter 


One quarter 


One quarter 


One Month 




One quarter 



One Quarter 


One month 


(electronically) : 

within 20 seconds = 80% 
within 40 seconds = 95% 

% age of calls answered by 
operator (voice to voice): 

Within 60 seconds = 80% 
Within 90 seconds = 95% 


Billing Complaints 



^Billing complaints per 100 bills 
issued 

<0.1% 

One quarter 

% of billing complaints resolved 
within 4 weeks * 

100% 

One quarter 

Period of all refunds / payments 
due to customers from the date 
of resolution of complaints as in 
(ii) above 

< 4 weeks 

One quarter 


Customer perception of 
service 


% satisfied with the provision of 
service 
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(ii) 

% satisfied with the billing 
performance 

>90 


(iii) 

% satisfied with help services 

>90 


(iv) 

% satisfied with network 
performance, reliability and 
availability 

>95 


(v) 

% satisfied with maintainability 

>95 


(vi) 

Overall customer satisfaction 

>95 


(vii) 

Customer satisfaction with 
offered supplementary services 
% satisfied 

>95 



5. Review: 

i) The Quality of Service parameters given in regulation 4 may be reviewed 
by the Authority from time to time. 

ii) The Authority, on reference from any affected party, and for good and 
sufficient reasons, may review and modify this regulation. 

6. Explanatory Memorandum: 

This regulation contains at Annex, an explanatory memorandum, which explains 
the background and reasons for its issuance. 

7. Over-riding Effect: 

Wherever higher quality parameter has been stipulated as a condition of licence, 
the Quality of Service as required by the licence shall override the parameters 
given herein. 


8. Repeal and Saving: - 

i) Regulation on Quality of Service of Basic and Cellular Mobile 
Telephone Services, 2000 (2 of 2000) is hereby repealed. 

ii) Notwithstanding such repeal, anything done or any action taken under 
the said Regulation shall be deemed to have been done or taken under 
this Regulation. 

9. Interpretation. 

In case of any doubt regarding interpretation of any of. the provisions of this 
Regulation, the clarification of the Authority shall be final and binding, 

RAJENDRA SINGH, Secy.-in-Charge 
[A DVT 11 I/I V/142/2005/Exty.] 
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EXPLANATORY MEMORANDUM 


BACKGROUND 


1. In July 2000, a Regulation was issued by TRAI, which defined the quality of 
service parameters and their benchmarks for Basic and Cellular Mobile services. 
This “Regulation on Quality of Service of Basic and Cellular Mobile Telephone 
Services, 2000" was issued on 5th July 2000 under the provisions of Section 11 
1(b)(v) of TRAI Act, 1997. The benchmarks were defined to be achieved in the 
short term, medium term and long term corresponding to periods 12, 24 and 48 
months for Basic Services and 12, 24 and 36 months for Cellular Mobile Services 
from the date of issue of Regulation. Thus, even the long-term period expired in 
July 2003 for cellular services and July 2004 for basi.c services. TRAI has been 
carrying out regular reviews of the status of quality of service of the networks of 
all operators. The performance was found to be very poor for basic service 
networks, especially the ones that were predominantly wire line networks. In the 
case of cellular operators, while about 75 percent of operators were meeting 
most of the parameters, there was.still, the problem of several other parameters 
not being met. Several rounds of discussions were held with the various 
operators. It became quite evident that in the case of wire line basic operators, 
the network conditions were very poor and the possibility of meeting these 
targets within the stipulated time frame for the huge networks of the incumbent 
was rrot feasible since extensive rehabilitation work was required, though the 
rehabilitation work was being carried out by the incumbents in particular, but the 
rate at which this was being carried out was far from satisfactory. In particular, 
difficulty was being experienced for the provisioning of new connections, fault 
incidences and call completion rate within the network. In the case of cellular- 
networks, it was found that while an extensive attempt had been made to cover 
all relevant parameters and lay down benchmarks for them in the present 
Regulation, however, certain important parameters were inadvertently left out 
and some other parameters, which had become unimportant as the result of 
technological developments had remained. Feedback had also been obtained 
from the agency hired by TRAI, which was carrying out the actual field 
measurements. Feedback was also being received regarding the need to 
monitor some new parameters in particular, those that reflect the call completion 
rates between networks, etc. 

2. From the discussions with the operators it emerged that two approaches are 
possible, one in which the old Regulation had been retained as it is with its 
limitations in regard to reflecting the true picture of the network and imposing 
fines through the intervention of the,competent authority to ensure achieving of 
these benchmarks. The other alternative was to allow the operators additional 
time to carry out the completion of network up gradation to achieve the 
benchmarks. 

# 

3. The Authority after extensive deliberations some of which are reflected in 
the following paragraphs, has come to the conclusion that in the first instance 
better results can be obtained by'all parties co-operating together, considering 
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that some of these parameters had already been accepted by all the operators in 
the “Common Charter of Telecom Services, 2005”. With this approach in view, 
and also in accordance with the clause (i) and (ii) of section V of the 
“Regulation on Quality of Service of Basic and Cellular Mobile Telephone 
Services, 2000”, the Authority decided to review the existing parameters and also 
to introduce some new parameters. The Authority had issued a Consultation 
Paper on the various issues relating to quality of service on 22 nd February 2005 
and held an Open House Session on 6.5.2005. The Authority considered the 
comments received from stakeholders while finalizing the Regulation. 

BASIC SERVICES : 

'f 

1. In respect of QOS parameters for Basic Services, this regulation covers 
all key parameters. However, in view of changed telecom scenario, availability of 
state of the art digital exchanges and gradual phasing out of operator assisted 
service, parameters like Dial Tone Delay, Percentage of repeat faults, Response 
time to other operator assisted services, Operator Assisted Trunk Calls which 
were present in the Regulation dated 5 th July, 2000 have been deleted. The 
Parameters ‘Response Time to the Customer for Assistance’ reflects the speed 
in which a call is answered either by the operator or by the IVR system provided 
by the service provider and this parameter has been added to address the 
problems of the customers who often try again and again for connecting to 
operator assistance number. Time taken for refund of deposit after closures’ has 
been added in this regulation to ensure that the operator makes the r’efund of 
deposit within the prescribed period after closure. 

2 During consultation process all the stakeholders have suggested that the 
parameters for basic service using wireless should be same as that of cellular 
mobile service as parameters like fault incidences, fault repair etc. are not 
applicable to a fixed wireless phone. At the same time all the network related 
parameters of mobile service would be applicable for fixed wireless terminal. The 
Authority has, therefore, accepted the suggestion that the parameters for basic 
service using wireless should be same as that of cellular mobile service. 

3. There is no change in the provision for customer survey through opinion 

polls to assess their perception of the quality of service. The same Parameters •< 

of subjective assessment have been retained to make the survey more customer 
centric. , 

4. All the measurements of engineering standards such as Grade of Service 
(GOS) are to be carried out in the Time Consistent Busy Hour (TCBH) as 
specified by ITU-T. 

5. In respect of the parameter “provision of a telephone after registration of 
demand (SI. No. 1, Section IV of the Regulation)’ only those exchange areas 
where telephone is available on demand will be taken in to account. The 
operators should specify such areas and the same should be widely publicised. 

In order to ensure that applications for telephone connections are, registered 
without any discrimination, it is mandatory for the service provider to register all 
demands for telephones and give registration number to the prospective 
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customer. If the telephone can be provided on demand, the same should be 
provided within the time frames indicated in the Regulation In all other eases, 
waiting list should be maintained and connections released in a non- 
discriminatory manner as per the waiting list, objectively predetermined for 
various categories. 

6. The prevailing benchmark for number of faults per 100 subscribers per 
month is <3. Considering the views of the Basic Service Operator? and their 
present network conditions, time period up to March, 2008 has been allowed to 
achieve the present benchmark of <3 and the benchmark has been relaxed to <5 
to be achieved by March, 2007. 

7. In the parameter “fault repair by next working day”, only those complaints, 
which have been registered till the close of the business hours of that day, will be 
taken into account. Complaints registered after the business hours will be taken 
as being registered in the next day business hours. This Regulation stipulates 
refund of rental for compensating the customer for faults not attended for a long 
period. 

8. Network performance parameters like grade erf service and"call completion 
rate (CCR) shall be measured on sample basis by the Authority from time to 
time, directly or if it so chooses, through an independent agency. These 
measurements shall be taken in the Time Consistent Busy Hour (TCBH). 

9. The Authority shall also audit / inspect, either directly or through an 
independent agency, the records relating to the reporting of compliance to the 
QOS parameters. The Authority shall also, if it so chooses, require the service 
provider to get the reports submitted to the Authority audited, at its own cost, 
through independent and qualified agencies. 

10. Customer perception regarding telecom service shall be measured through 
customer survey conducted by the Authority through an independent agency. 
The results of this survey may be made public for the information of the 
customers to generate healthy competition amongst service providers to improve 
service. 

11. The metering and billing credibility parameters have been specified for 
online charging systems as well as for offline Billing Software system. It includes 
charging errors in preparation of telephone bills by the operator. 

12. Call Completion Rate. (CCR) Call, completion rate is defined as the 
ratio of the number of completed calls to the number of call attempts. Not all call 
attempts result in effective calls i.e. called party answers. A variety of reasons 
such as called line busy, no answer and congestion in the network as well as 
subscriber behaviour like premature release wrong dialing etc. are responsible 
for the failurd. Congestion of blocking occurs due to either node or link 
congestion in the network due to paucity of resources both hardware and 
software to hahdle the call. 
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13. Grade of Service: This is defined as ratio of lost calls to total call 
attempts offered to a group of junctions. The smaller the value of grade of 
service, the better is the service. 0.002 grade of service means that two calls in 
one thousand calls or one call in every five hundred calls may be lost. 

14. During the consultation process, it had been proposed to seek more 
powers for TRAI through amendment in the TRAI act, 1997 in order to enable it 
to more effectively enforce the quality of service norms. The issue was further 
examined during consultation process and it appears possible to impose fines on 
defaulters by making appropriate recommendations to the licensor. The TRAI 
would henceforth, pursue this route to check defaulters. 


BASIC WIRELESS & CELLULAR SERVICES: 


1. The basic wireless and cellular QOS parameters have been divided into four 
categories viz. (i) Network performance (ii) Customer Help Lines (iii) Billing 
complaints and (iv) Customer Perception regarding Services. 

The network performance deals with technical parameters and includes 
parameters viz. “Call set up success rate, service access delay, blocked call rate, 
call drop rate, measurement of voice quality, service coverage and congestion in 
the network”. These shall be measured during the Time Consistent Busy Hour 
(TCBH). The fault incidence and repair parameters have been deleted, as these 
parameters are not relevant to mobile services. 

The customer help line includes parameters, which reflects the speed with which 
a call to the customer care center is answered by either an IVR system or by an 
operator. 

Billing complaints deals with the percentage of complaints received related to 
billing, time taken for the resolution of the complaints and also time for making 
the refund to the customer. 

The customer perception regarding the service has seven parameters, which 
lays down the benchmarks for the customer satisfaction about different aspects 
of the service being provided. 

2 . New Parameters introduced in the Regulation: 
i) Call Set up Success Rate (CSSR). 

The parameter Call Set Up Success Rate has been introduced in this Regulation 
in place of the prevailing parameter “Call Success Rate” as it was seen that there 
is no standard measurement possible for this parameter and different operators 
had been measuring it differently. Call Setup Success Rate is defined as the 
ratio of Established calls to Call attempts. Established Calls means the following 
events have happened in call setup: 
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i) Attempt is made 

ii) The TCH is allocated & 

iii) The call is routed to the outwards path of the concern MSC. 

Thus this includes complete signaling in the call setup process and does not ain? 
to measure the performance of the called exchange or that of the Point of 
Interconnection (Pol). 

• CSSR calculation should be measured using OMC generated data only. 

• Measurement should be only in Time Consistent Busy Hour for all days of 
week. 

ii) Blocked Call Rate: 

Blocked call means a call that is not connected because there is no free channel 
to serve a call attempt. Numbers of blocked calls are those times where there is 
no free channel to serve a call attempt. Hence this parameter represents 
congestion in the network. The congestion may be at SDCCH level or TCH level. 
This objective parameter is an accepted engineering level for determining the 
hardware and software requirements in any network. Hence, this parameter has 
been included in the regulation. This parameter should ba measured using OMC 
generated data only in Time Consistent Busy Hour (TCBH). In case of the CDMA 
networks, in place of SDCCH congestion, it is proposed tp measure Paging 
channel congestion with the same benchmark. 

(iii) Service Coverage: 

This parameter will be measured through drive test on a sample basis for 
assessing the network coverage in cities where th‘e service of the operator is 
available. This parameter is not to be reported to TRAI by the service providers. 
However, the assessment of the network converge will be done by TRAI during 
the drive test of the mobile network. The coverage strength shown as 
benchmarks is a measurement at street level. 

(iv) POI Congestion: 

During consultation process the service providers had suggested that 
there should be a parameter on POI congestion. The Authority has considered 
this suggestion and has decided to include this parameter in this Regulation for 
out going traffic. 

• \ 

3. Voice quality: 

The quality of voice in cellular mobile telecom services (GSM), is measured on a 
scale from 0 to 7. As the quality deteriorates, this value increases. The quality of 
the voice is considered to be good, if this value remains between 0 and 4. 
However, this value may be betwesm 0 to 5 for the network where Frequency 
hopping phenomenon is used. 
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In case of CDMA, the fundamental performance measure for voice quality is the 
Frame Error Rate (FER). It is the probability that a transmitted frame will be 
received incorrectly. The frame includes signaling information and error detection 
bits as well as user voice/data. This metric includes the error detection/correction 
coding inherent in the system. 

Good voice quality is 0-4 % FER value 

For FER of 4% for CDMA EVRC System, the Speech Quality Rating is MOS 
score of 3.6. Further, for Bit Error Rate of Rx Qual 0 to 4 for GSM EFR system, 
the Speech Quality Rating is MOS score of 3.4. 


(4) Group Access Delay 

It comprises of the following: 

(a) Time to connect Call: Telecom engineering Centre (TEC) test 
schedule has specified this time as the time between “ Pressing the send 
button “ and “ getting ring back tone". This should not exceed four- 
seconds. 

b Time to confirm instruction to connect: This will be defined as the 
maximum time from initiating the call set up command to when this is 
acknowledged to the user. 

c Time to release call: The maximum time from initiating the 
disconnect command to when this command is passed on to the called 
network. This should not exceed 2 seconds. 

d. Time to alert Mobile Set: The maximum time from when the PLMN 
receives a call for a Mobile Set (assumed to be within the coverage area) 
to when the alert is energized. This time period is 4-15 seconds depending 
upon the number of paging attempts. 

The value of Group Access Delay should be between 9-20 seconds 


5. Call Drop Rate: 

It is defined as ratio of calls lost after establishment to all established calls. This 
shall include calls dropped due to failure of handover, radio loss and network 
congestion. 
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6. Accumulated downtime of community isolation: 

This shall be defined as the accumulated downtime due to community isolation 
lasting for more than one hour i.e. failure of entire exchange area resulting from 
trunk failure, switch failure, Base Station failure. 

7. Handover means the action of switching the call in progress from one radio 
channel to another radio channel and is used to allow established calls to 
continue by switching them to another radio source, e.g. when mobile station 
moves from one base station area to another. 
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